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9500 Old Greensboro Road. Tuscaloosa, Alabama 35405 




A Quality Initiative to 



Team Member Handbook 



All materials contained herein are pending copyright and may not be used without wntten consent from Shelton State Community College 





TEAMSpirit INITIATIVE 



Shelton State Community ( ollege has been nationally recognized for its innovative Quality 
Initiative, called TEAMSpirit. The College was one or' eleven colleges across the nation 
featured in Reengineering Education With Quality , by Dr. Stanley Spanbauer, President of USA 
Group National Quality' Academy in Appleton, Wisconsin. 

TEAMSpirit is not a course, program, project, office, or department. More than anything else. 

IZAMSpirit is an attitude that embraces quality improvement as a guiding principle for all that 
we do. Quality should be reflected in every course, program, project, office, and department. 
Quality must permeate the entire organization. TEAMSpirit embraces a recognition of who we 
are and a vision of what we can become as an organization. T1 AMSpirit is a roadmap for the 
future which challenges us to anticipate, plan for, and manage the change process rather than 
having it thrust upon us. 

The TEAMSpirit initiative is designed to integrate the quality improvement process into the life 
of the College by; providing ongoing professional development training to all College employees 
in the principles and methods of Quality; providing opportunities for students to gain practical 
knowledge and experience in a 'quality-focused' 1 organization through participation on teams; 
providing opportunities for employee participation in College governance through the team 
process; and establishing both an organizational climate and effective system for the continuous 
improvement of operational processes and sendees to our customers, especially our students. 

TEAMS 

All employees of Shelton State Community College may voluntarily participate in the 
governance of the College by serving on cross-functional teams. Teams are responsible for the 
continuous quality improvement of educational and administrative systems and processes within 
a given "quality cluster." A quality cluster is a group of related processes through which 
services are delivered to our customers, both internal and external. Responsibility for a given 
quality cluster is assigned to one of five Systems Improvement Teams. Systems Improvement 
Teams are as follows: 

TEAM# TITLE 

1 Educational Programs and Services 

2 Information Technology and Communication 

3 External Programs and Community Relations 

4 Administrative Systems and Services 



5 



Institutional Resources 



C ustomers of the College may activate the quality improvement process by 
completing a Process Improvement Form (PIF). The PIF helps teams to identify 
opportunities for improvement and take appropriate action. 



ACTION GROUPS 

Some "work groups" are necessary to handle "recurring and routine" tasks or activities. Work 
groups must focus on task accomplishment while teams focus on process improvement. Work 
groups at SSCC are called "Action Groups." To meet the recurring, routine, and task oriented 
needs of the College the following "Action Groups" are established: 



ACTION GROUP 


REPORTS TO 


Publications 


Vice President 


Sick Leave Bank 


Director of Human Resources 


Scholarships 


Dean of Students 


Student Services 


Dean of Students 


Information Technology 


Dean of Instruction 


Curriculum, Instruction & 
Instructional Support 


Dean of Instruction 


College Catalog 


Dean of Instruction 


Records Management 


Director of Library Services 


Scholarships 


Dean of Students 


Safety and Security 


Director of Operations, 
Maintenance and Security 



The "Action Groups" listed above will be permanent and ongoing. Action Groups function under 
the supervision of the dean or director who is responsible for the specific task or acliviiy. Other 
"ad hoc" Action Groups may be necessary on an "as needed" basis (such as Flower Fund. 
Elections, Retirements, Honors Week, Commencement etc ). These or other "ad hoc" action 
groups will be convened at the discretion of the responsible dean or director, as required. 

QUALITY COUNCIL 



The Shelton State Quality Council is a nine member team that serves as a forum for the 
coordination and communication of quality improvement issues between the five Systems 



Improvement Teams and the College at large. Its purpose is to provide leadership, sponsorship. 

focus, and direction to the Quality improvement process. 1 he goal of the Quality improvement 

process is to continuously improve our educational and administrative services for customers 

of the College, primarily students but also parents, employees, employers, policy makers, and the 
community. 



The membership of the Quality Council consists of one representative from each of the five 
Systems Improvement Teams and four at-large members. The Quality Council ensures that the 
in i i as 1 1 lie t urc support te im do c lopn lent and activities is adecjuatelv monitored and resourced 
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QUALITY 

IMPROVEMENT 

POLICY 



Shelton State Community College is commited to the philosophy, 
achievement of, and maintenance of Total Quality Management (TQM). 

We embrace the seven principles of TQM: (1) customer driven, 

(2) process focus, (3) continuous quality improvement, (4) teamwork, 
(5) empowerment of employees, (6) a structured, disciplined system of 

methods and tools, and (7) continuous training. 

Through the practical application of TQM principles, we aim to 
provide quality instruction and precise, prompt, and courteous 
services consistent with the highest educational standards. 

As an institution, we also strive to be flexible and visionary 
in providing future programs and services that will 
empower students and College employees to meet the 
needs of our service area and the challenges of the 

global community. 
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CONTINUOUS 

IMPROVEMENT 
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QUALITY CLUSTERS 
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CORE 

PROCESSES 



ASSIGNED TO EACH 
QUALITY CLUSTER 

















SI Team # 1 - Quality Cluster 

EDUCATIONAL PROGRAMS AND SERVICES 



Process List: 



1. Instructional Evaluation; 

Program evaluation 
Faculty evaluations 
Faculty observations 
Student opinion surveys 
Analysis of grade distribution 
Advisory committee input 
Placement and follow-up 

2. Curriculum Development 

3. Class Scheduling 

4. Teaching/Learning: 

Academic 

T echnical/Occupational 

5. Cooperative Education 

6. Library Services 

7. Success Center Services 

8. Student Services; 

Financial Aid 

Ad missions and Records 

Registration 

Counseling 

Athletics 

Off Campus Programs l Talent Search) 
Student Organizations 
First Aid 

9. Academic Advising 

10. Cultural Diversity Initiatives 



SI Team #2 - Quality Cluster 



INFORMATION TECHNOLOGY AND COMMUNICATION 



Process List: 

1 . Technology Planning (planning for future system) 

2. Management Information System (use of existing system) 

3. Network Design and Implementation 

4. Computer hardware/software selection 

5. Online (Internet) Services 

6. Instructional Media 

7. Distance Learning Technology 
8 Telecommunications 

9, Inter-campus mail/communications < i.e, AUDIX, etc. ) 



ST T earn # 3 - Quality Cluster 

EXTERNAL PROGRAMS AND COMMUNIT Y RELATIONS 



Process List: 



1. Recruiting 

2. Training for Business and Industry 

3. Continuing Education 

4. Off-campus Education Delivery 

5. Facilities Utilization 

6. Publications 

7. Media Relations 

8. Community and Public Relations 

9. Alu mni Affairs 

10. External Consortia/Partnerships 



SI Team # 4 - Quality Cluster 

ADM I MS' TRATIVE SYSTEMS AND SERVICES 



Process List: 



1 . Institutional Planning 

2. Organizational Communication 

3. Institutional Research 

4. Policy Development 

5 . Procedures Development 

6. Administrative Structure and Organization 

7. Federal Program Administration 

8 Professional Development Programs 

9. Team/Emp'oyee Recognition Programs 

10. Compliance Mandates 

Accrediting Agencies (SACS/Self Study) 

Statutory 

Regulatory 

State Board Policies and Guidelines 

1 1 . Records Management 



SI Team # 5 - Quality Cluster 



INSTITUTIONAL RESOURCES 



i 

m 

3. 



4. 

5. 

6 . 



Process List: 

1 . Human Resourses 
Capital Campaign 
Institutional Advancement 
Non-competitive grants 
Competitive grants 
New Campus Planning 
Budgeting 

Financial Management 
Payroll 

Accounts Receivable 
Accounts Payable 
Bookstore Operations 

apital Asset Management t facilities & inventory) 

Security (property and personnel) 

Facilities 
Vehicle Parking 
Safety (property and personnel) 

Shop safety 
Traffic 

Civil disturbances or violence 

Emergencies (i.e. medical, bomb threat, weather, etc.) 

1 1 . Physical Plant Operations and Maintenance 

Auxiliary Operations (i.e. Food Service, vending machines, postal service, etc.) 

1 3 . Transportation Asset Management 

14. Relocation Planning (until move to new campus is complete) 

15. Switchboard operations 



7. 

8 . 
9. 



10 . 



12. 
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DEFINITION 



TEAM - A small diverse number of people 

with complimentary skills 
who enjoy working toward common goals 

and who cooperate 

to improve the quality of educational services 

rendered to its customers. 
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" A project team is not a committee. 
The chief difference between a team 
and a committee is dependence . 
Teammates have to depend on each other. 





Committee members are there to 
'represent a point of view' and 
retain their functional department's veto right. 
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Tom Peters 
Author 

Liberation Management 
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- WILL ROGERS 



"Outside of traffic, nothing has held 
this country back more than committees." 
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TEAM ORGANIZATION 



SYSTEMS IMPROVEMENT TEAMS 
PROCESS IMPROVEMENT TEAMS 



DELTA TEAMS 
ACTION GROUPS 
QUALITY COUNCIL 
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SYSTEMS IMPROVEMENT 

TEAM 



A Systems improvement (Si) Team consists of nine (9) 
members. The SI Team is cross-functional and takes a 
global view of its assigned Quality Cluster. 

SI Teams identify core processes, set goals and priorities, 
charters and assists Delta and Process Improvement Teams, 
coordinates and monitors team activity, evaluates and 
reports team progress and results to the Quality Council, 
recognizes, rewards, and celebrates team successes, and 
helps overcome team obstacles. 
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PROCESS IMPROVEMENT 

TEAM 

A Process Improvement (PI) Team consists of six (6) 
members working as a unit to improve core processes. 
The PI Team is the basic team component for 
continuous process improvement. 

PI Teams must be chartered and sponsored by a 
Systems Improvement Team before commencing work. 

PI Teams may be organized as functional or 
cross-functional units and permanent or ad hoc. 
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DELTA TEAM 



The Systems Improvement 
Team would i ice to survey 
our students to determine 
their level erf satisfaction 
with our services. As a Delta 
Team, wc need you to 
develop a survey for that 



OK, that's great) We need to 



A Delta Team consists of three members. 

Its purpose is to provide a quick response and 
maximum flexibility in achieving a precise 



listen to our students if we 



want to improve our services 



When can we get started? 



We need you to 
get the project 
started. 



A Delta Team can "jump start" a project, react 
quickly to unexpected opportunities, or explore 
innovative approaches to process improvement 
or problem solving. 



How long do 



we have to 



complete our 



The mathematical symbol for change is "Delta" 
The Delta Team IS the basic initiator of change 
within the organization. 
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ACTION GROUP 



Action Groups are designed to handle 
"recurring and routine" tasks that are 
usually "time bound" and primarily the 
responsibility of a dean or director. 

Action Groups are relatively permanent 
groups that assist in accomplishing an 
assigned task. Examples include: 
publication of the college catalog, 

Honors Week activities, Commencement, 
awarding scholarships, etc. 

Action Groups report to the dean or director 
responsible for an assigned activity. 

Action Groups are primarily "task-oriented" 
while other teams are "process improvement 
oriented," 
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-- Michael Jordan 



"With individual ability and effort 

you can win some games. 

With teamwork 



you 



championships." 



can win 






































IMPROVEMENT 



mm 



xyxy’T 



iV’i'j i%Yi 

•>w.*yy. 



■ It I I I 

tim 

k 

p&; 






aaiaa;; 



SM.‘ 



:v; :: :.: 

p i i a I , n r ■ n 



xxxio 



‘. I'.ViV.'tVt'i iK U i Vi nV ■ ill Vii>V4 Vi‘( V/'iVl Vtl> 
•!.' %■* v« , > p - !r .y -n « « fc v . -‘i’. B v.y, . 



■ ■ i » * . f 'nruT^i •■- !*>itr. a - 

--• - ■* * ■ 4 -I - -i ■ > ■« ■• ■ • « a « I- , • ■ •: ■ 

rr ■XvXxvXv 



raffipK::-: ; ! 



M I ■ 8 + P J J J-. 4 .P s I ii I p ’ ? i a * ■ • II ■ 1 ■ a ■ 
•■■ ■••:• ■, .■ ■ ■ ■ ■■■ 

/X 1 x vX\v; ; ■ vx vx- x-x-; 

>'■>‘■'1 r 1 1 , .‘a I 



f “ T li * 

&3? 



ff| 'UMBy 1 wi 4 ’ ' tP 

i ■ a IR a I- I i ■ i b ■ '"•B (IB i b j a s a B ■ 

■ * P 1 • 4 >1 I >1 I Bl’PliPlliMPP ■ 

.xv ■; ■ x 



■ it I * i I > n * .¥ i. I M I P,«_l M. LP.lJ.M-i> NW-^iVW^.V V 1 X s 1 ’ * 1 ■ 1 1 1 ■ ' 1 ■ 1 r ■ • I « I M 

i . l , , ■■ , . ■ ■ I h - I , , , 

■j jpW AOA Mr ' Xr' r K* r\ W , ' A+ r ^"nV- - *- 1 - ' - --H- ' - ' - V- 1 , ■ ~ ! ' r 1 , ' . ' - ' . ' \ ' . I, - L 

1 ■ ■ >.u ■.■.! • . 1 . 1 . 1 . 1.1 VAW.' . ■ • .'.■. ■ >.« .• .'.'.v 1 .■. 1 .- .*.*.♦.•,* . 1 , 1 . 1 , 1 , 1.1 • > r i.i /i.o; 

;.:xXi\VXVXV^>V f VXVXVkV,V.V i P^.% - ^^V,‘i J ,ykV,VxXxvXv.y.V.wi*. 1 



IMPROVEMENT 



wm 

















Education as a Process (with a 
Customer Focus) 



Input 



Process 



Output 
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Customers 

High Schools 
Community 
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I Prospective 
Students 

Schools 
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t 


Schools 


1 Student 


Student 


Student 


Society 


Faculty 


Support/Staff 


Business/Industry 


Support/Staff 




Other Schools 
Community 
Faculty and Staff 
Advisory Group | 






Students j Faculty 

'Support/Staff 



Business/Industry 
Other Schools 
Community 
Society 
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STRATEGIC PLANNING 

Considers customer needs and the socio-economic environment 
to establish overall strategies for customer satisfaction. 



OPERATIONAL PLANNING 

Translates strategies into operational and financial requirements 
that are developed in a cooperative effort with customers and 

key operational managers at various levels. 



PROCESS IMPROVEMENT 

Focuses on implementing the best methods for translating valid 
operational requirements into finished products or services. 
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F|\/F PUAQCC 

OF PROCESS IMPROVEMENT 



PHASE 



Organizing for Improvement 



Understanding the process 



Streamlining 



Measurements and Controls 



Continuous Improvement 
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What is a process? 



A group of logically related tasks that use the resources 
of the organization to produce defined results in 

support of the organization's objectives. 

Any activity or group of activities that takes an input, 
adds value to it, and produces an output to an internal 

or external customer. 
























PROCESS IMPROVEMENT 

OBJECTIVES 

EFFECTIVENESS: 

Produce the desired result. 

EFFICIENCY: 

Minimize the resources used. 

ADAPTABILITY: 

Adapt to changing customer or 
institutional needs or expectations. 
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firefighting, 



Pain (complaints, 

Actual (or potential) credit? 

To gain? 

Ability to effect change? 



etc.)? 
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Who is the person(s) with the most: 



Knowledge of the process? 



Resources (people, money, etc.)? 



Work? 



PROCESS OWNER(S) 

m 

Who is accountable for process performance? 
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Process scope (boundaries) defined 

Documented procedures, work tasks, and training requirements 
Built-in quality indicators (measurements), feedback, and controls 



Formal change procedures 



Process owner(s) identified 
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CHARACTERISTICS 

OF A 

WELL-DEFINED PROCESS 
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Customer-related measurement and targets 
Known or predictable cycle times 
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REASONS FOR SELECTING A PROCESS 



External customer problems/complaints 



Internal customer problems/complaints 



High-cost processes 



Long cycle time processes 
A better known way (benchmarking) 



New technologies available 



Management direction and interest in 
applying methodology 



























Quality Training for Instructors 

~ ~ ■ i i ■■ 

Problem Solving and Process Improvement 



P-D-C-A for Process Improvement 



Presumes a stable process. 

(If you leave the process as it is, the outcomes are predictable.) 



Identify process improvement goal. 

Identify improvement strategy and critical 
measures (how you will know a change is 
an improvement). 




I 
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% 

I 



Implement solution. 




DO 



Assess critical measures. 




CHECK 



Standardize effective changes (critical 
measures met) 

OR 

Eliminate ineffective changes (critical 
measures are not met) 




ACT 



© National Quality Academy 
















TRAINING IN QUALITY 

FACILITATORS 

MENTORS 

MEASUREMENTS GROUP 
ADMINISTRATIVE SUPPORT 

SPECIALIZED TRAINING IN MAPPING TECHNIQUES 
FULL-TIME STAFF SUPPORT 






TOT 



LLUi 



TEAM SUPPORT 
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TEAM MENTORING 



The mentor program at Shelton State is a 
developmental, caring, sharing, and helping 
relationship where one person invests time, 
know-how, and effort in the growth, knowledge, 
skills, and critical needs of a team of individuals 
to continuously improve core processes of the 

institution. 
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FOSTER THE RELATIONSHIP 



PUNISHMENT FREE ENVIRONMENT 
SOME EXPECTATIONS MAY GO UNMET 



MUTUAL GOALS 

RELATIONSHIP OF MUTUAL COMFORT AND EQUALITY 



HELP AND SUPPORT 

EMPHASIS ON PERSONAL CHANGE AND GROWTH 
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